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Business Results

e ThisCategory coverscurrent levels and improvement
trendsfor:

= Customer satisfaction and dissatisfaction by customer
segments

= Product and service quality by appropriate segments
= Financial performance

= Human resour ce perfor mance by employee types

= Supplier and partner performance

= Operational performance including key support functions
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Business Results
What does the data tell us?

e Patent and Trademark overall customer satisfaction
levels have remained in the 50-60% range for the past
four yearswith key driver data showing some
Improvement

e Financial resultsindicate a healthy organization

e Employeeoverall satisfaction levels have remained in
the 30-40% range over thelast four years

e Patent and Trademark employee productivity continues
toincrease

e Patent and Trademark cycletimesareon therise
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Business Results
General Observations

e Key processes are measured using a balanced family of
measur es

e PTO hasbegun totrack progressand monitor trends
e Littlecomparative data exists
e Moreemphasisshould be placed on root cause analysis

e PTO needsto develop a common language for
measur ement
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